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Marlene H. Dortch,
Office of the Secretary

Federal Communications Commission
445 12™ Street, SW, Room TW-A325
Washington, DC 20554

Dear Ms. Dortch:

As required by CC Docket No. 98-67, please find enclosed the oniginal and four copies of
the Annual Complaint Log, Annual Summary, and Annual Tally Report for the State of
Ohio’s Telecommunications Relay Service from June 1, 2001 through May 31, 2002,
Also enclosed is an electronic disk which contains the complaint log summaries.

The Consumer Services Department of the Public Utilities Commission of Ohio (PUCO)
did not receive any complaints concerning the quality of service of the Ohio Relay during
that uimeframe.

If you have any questions or need any further information, please contact me at (614)
466-4054 (Voice) or by e-mail at Elizabeth. Blackmer@puc.state oh.us.

Sincerely,

Elizabeth L. Blackmer

Public Utilities Administrator No. w recd O '/- /
Consumer Services Department Last
Enclosures
cc: Enca Myers, FCC, Consumer & Governmental Affairs Bureau
Dan Shields, PUCO

The Public Urilities Commission of Ohio is sn Equal Oppormunity Employer and Service Provider » 180 East lirond Street » Columbas, OH = 43215-3793
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Attachment # 2

Summary Log for June 1, 2001 — May 31, 2002

Ohio Relay Service

For the period of June 1, 2001 through May 31, 2002, Sprint processed more than 876,456
outbound calls on behalf of Ohio Relay Service, receiving a total of one hundred ninety-one
(0.022%) customer complaints. All one hundred ninety-one complaints were filed with
supervisors at one of the cleven Sprint TRS centers. All of these complaints were resolved in a
timely fashion. None of these one hundred ninety-one complaints were escalated for action to the
State of Ohio or to the Federal Communications Commission.



Complaint Tracking for Ohio

June 2001
Tracking | Date of | Cat. # Matura of Complaint Date of Explanation of Resolution
" Compl. | Compl. Resolution
CA handled a voloe/TTY call from cell
Was in the middle of a call, typing. Moticed that phone. TTY wser was typing while the
space bar was balng hit llke CA was trying to CA recelved a red IB banner. CA tried
Interrupt. TTY user stopped typing and waited for to inform TTY customer that 1B caller
CA —got {person hung up last words relayed were and disconnected for unknown
GA). Tried verifying withe CA what had reasons, The spacebar was pressed
DRI GOIRY * happened, but CA had hung up already. | RER) by CA trying to inform TTY user before
apologized o customer and said | would get the line automatically disconnected on the
complaint to the carrect supervisor so they could OB caller, CA was unable to explain
follow up wiCA, Customer does not want follow any further details because TTY user
|up callfietter. was OB customer and line
disconnectad automatically,
Retue duer . Thod G i wmg i Apslogized to customar and tokd would
BgeEz | 06M12/01 4 ',, D6/13/01 |document incident and make sure to
that said "ur mspg left". Agent never responded R R
and then hung up, i ' i
BEG2 | DGM12/01 4
BEE2 | DBM201 17
BE62 D6M 201 21
BBG2 | DBM2M01 | 25
Customer told agent before dialing that if an ans
mach picked up she would volce her msg. Agent
did not allow her to voice her mag the 18t time
and had to redial and prompt the customer to
volge her meg. Agent told customer her meg was
left. Customer called her party later and found Agent really doesn't remember call.
that they never recetved any msg from her. She thinks msg already hung up in real
3063C | 0611301 3 |Customer wondering if some technical problems | 08/18/01 |time. The record feature was already
wiequipment. CS told her they were unaware of aver and they hung up before she
any problem and that it is possible there was could redial.
some problem withe ans mach itsell, Apologized
to customer for Inconvenience this may have
caused her, Informed customer complaint would
be documented and forwarded to otr where agent
located so supe can Investigade matter further,
A063C | 061131 18
Supe told customer that the info given
Customer vary upset CA hung up on her while in wiauld be forwarded to the agent's
B66T | 06/18/01 5  (the middie of talking to C3 ordering from a 06/21/01 [supe. CA sald she has never hung up

catalog.

on @ customer, Must have wrong CA
number,
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Complaint Tracking for Ohio

Mature of Complaint
’ Compl. | Compl.
1o cusiomer hwo limes
Customer was typing during ASCII roll - two times. Was not waiting wmwﬂmmm
for greeting macro and was upset and than refused to give calling 1o mlm'lllluumm-rw::l o
8680 070201 21 |nbr. Made general complaint that OH Relay & Sprint are glving very | 07/02/01 i Ak e e 'EI;“"
poor service and always has problems wicomputen and CAs are not nmmmtfn:n:d e ﬂl" y
SO IR TV QNG 0. calling to nbr and CA placed call wio
incident.
| explained to the TTY user when
thery need 1o sy Snything to the TA
use parenthess | aleo apologred
the TTY user for excessive X's
usad on the agent's part and aiso the
9100 |o7mam1| & 7)Y userstated ihat they are & hearing person. The agent typed a ot} o) ) Eﬂ:"ﬁ'ﬂ:ﬂmm
of X's and also typed out cerqaaaaaana as a long word. s id be put on first e
then 2nd suspended and 3rd fired. |
advisad the TTY user that | would
forward this concam to CS. Tha
agent was coached on importance of
{spediing accurately.
9100 | o721 7
Agent s new graduate  blet wher at
did tervible job wimy call | had 1o repeat the nbr 3 imes. she orerrbeos gt b
ee81 |ormzo1| 1 Show and Just did & tenibie Job. | spologlend to customer i B | ) 00) 0y p-nnawm-:wm
SIS NN I G S SSRGS F1 NSRS WPV DU B of her shift. Told her she must ask
RENES SUNSTIOOP BIKE T T7PRIG W, S8 SCCIDON WY, for assistance when she feels
Customer would like follow up call from AM. cinenaitie Radaned b5 aimr
far added training,
Voice custormer upset that when dialing into ORS from work and also AM calied on B2 and fried 1o leave a
when she called our CS nbr, she gets TTY tones. CS tried o explain Imsg on cusiomar's voice mail.  The
that ORS & CS only have one nbr for both TTY users & voice users. | recephonst who answensd the phone
31780 |ormosimr| as kept inkesTupting and would not ket CS expiain that she was 08/02/01 hung up on AM couple times. Tried
from a home nbr, we could brand & as voice o elminate that, |to get thry - recepbionist refused. So
but she said she only calls from work. | expiained she should wait till AM asied heanng person from fromt
tones are done and a voics opr will answer  Cusiomer would ke desk to call directly for her and leave
call back from AM. Apologized to customer & thanked her for caling. 8 msg on customer's voice mail
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Complaint Tracking for Ohio

MNature of Complaint

Date of | Explanation of Resolution

o7oe

|CA askad what & TTY loid him to hold, they had to check to see f #
was nght. CA did not hold. TTY thinks CA hung up on them.

oroa

for inconvenience they
had and assured them that
everything was baing documented
| The CA would be made aware.
Thaniued them for laking time fo let
us know aboul the situabon Met
'wiagent & agent was confused on
|pcdicy of holding for nbe to call Ha
| assumed after 3 mms he was
authorized to dsconnect. Coached
him o never desconnect wio

supervisor approval Request
after 3 mins.

oTroam

| Did not announce to VCO GA. Did not et customer know ringing had
happened several times.

ar3m

Told customer sofry for the
|incorwenmence. The call has been
documented and CA will be coached.
CA remembered VCO was already
talking when she openad the line,
|=aid entire call was difficult because
YCO was not walting for the GA.
VICO would not have gotten the
anneuncement or the ringing if she
was talking during that time. CA is
vary familiar wi VOO process,

or/os

Said CA did poor job of relaying. OB told TTY to hold & min, TTY told
CA to tell them ok. Then OB kept asking was he still there. Said
Relay never answered him, that TTY said ok. OB asked about 3

. TTY asked CA what are you doing, why afe you not answering
a reply to the OB?

o7/oam

Apologized for any Inconvenience
they had and assured them
avarything they told me was being
documented. | thanked them for
bringing this 1o our atléntion &
assured tham the CA would be
nolified about thelr actions. No CA
assigned to this #

o7

g |8

orrom

typed to customer that they wers going to receive a VCO to
VOO call and call never went thru. CS thanked customer for lstting us|
know and assured her that her concermn would be turned in for further

Freesigation.

oTHS01

Agen] doss not teel comiortable
wVCO o VCO = Reviewsd
|procedures wiops & sorry for any
InConvenenos 10 cusiomer

oTnom

CA cannol spell, misses words  Did not process VCO to ans mach
properdy  Asked for supervisor and CA told me no wary 10 get one and
me o call back. Also has problems Qatling msgs from her TTY

ans mach_

aTRum

| Apoiogired and assured nfo would
b given 10 BQENt SUDEeTVISO!, trainer
AM  Customer wants follow up call
AM. Added to CDB notes to
agents not 1o type ans mach
allow VCO mag 18t time.
nodes nstructing agent to hokd
customers voice ang mach as
cusiomer advised TTY ans mach
activates after voice ans mach

o7
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Complaint Tracking for Ohio

Tracking| Date of | Cat # Nature of Compant I Date of Explanaton of Resolution
. Compi. | Compl
|Apologized 1o customer & informed
[would pass on to the tech about why
this happens or chack into why it
Voice caller complaining that after certain time of night when he calls happens, TTY filed oul. Mo
8680 | O7N4/01| 24  (into relay a8 @ voice line, he only gets TTY tones for about 30 secs 07601 |customer info for follow up. Tech
before maching an agent. resolution; Customers nbr on tickel
is not valid nbr, Informed GMs &
AMs to keep eye for customer in
event cusiomer calls back.
Voice customas says Retay OH & not answernng when daling 1 BOO
TS50 0750, She gets TTY tones and i never swiiches over 10 2 voics [Voch did follow up o TTY and she
opr Six timas TTY tones kepl epeating bul no one answered imn“m':‘;-
32650 |07/1801| 20 [Finally phone just disconnected. CS apologized and rebranded line | 07/24/01 L"""’_ﬂ"‘“' S Wut
as voice user Added voice user to COB notes and asked customer ""'“""?""m A
to try again.  Customer called back and said nbr still not working. CS ﬂ':'mm RS 300300 ey
apologized again and entered TTHOA022989, VR S MO P
ACL apologlzed for Inconveniances,
CA apologized - TTY user nib
0007 LOTUnE| 8 | [T NN RN NS ONEIIG e 7V It OHNS R | oyamos mwmmmmznﬁﬁm
giving ) |began typing. Coached - will wail for
the GA from now on.
comments. | kesp having this same problem mostly withe
at the Dayton call cir, nbrs begin w8 Today CA B817 or B512
not et me know whather the caller had hung up af the end of the
call or not. | always end my calls by saying “hang up now pls unless hm‘:mﬂ:mmmu
you have more to say”. Then the CA just typed GA 30 | do not know “'rm":’
is saying GA, whether it is the person on the line or the CA. So E""’m"“‘d“':fmm -
32740 | O7/23/01 4 |then | ask tha CA if the person hung up--but get no response. They | O07/28/01 Ricscan theeet (;A b "m
do not let ma know when the parson disconnects and just leave me N n::t :;L:m s
hanging on the line. | think they should train the CA's batter to let the :;m u:}nhm::ﬁn” m”"'"'h"'
customer know at the end of the call whether the person has hung up .
or nol. CS thanked the customer for taking the lime to call and lsl us
know. | apologized for the mconvenience and told her | would send
this report to the AM and they would kel the TM know
| Thianked customes for calling &
assured her everything was being
documented | apologeed for the
Voice person has received & knows about Relay calls. Voice person fm“"h"mm"“'";::ﬂm“
8701 | o720 17 |was refeiring to TTY in 3rd person by accident. CA was rude and WMTIHIIMIWHLITT‘I‘ and do not
said would you talk to me that way on the phone? ‘?!Ik mh"ur The va]namun m::.r
have thought thal was ruda, She
apologized and will be mone careful
in the futune

Page 3 of 4



Complaint Tracking for Ohio

Tracking | Dule of | Cat. # Nature of Complaint Date of Explanation of Resolubon
# Compl. | Compl Resoluton|
VCO came on ine & asked CA to get a supennsor  CA responded
“what nbr r u trying to dial™ and VCO repeated herself CA responded
8688 | o7 3 ["you want DA" and after J imes the VCO insisted 1o speak wia o725
|supervisor - finally CA 8705 put up assist flag  CA B705M was the 3rd|
CA that did not know how to process VCO call
insonvenience to VOO user.
BEB8 |o7R23D1]| 17
Apaologlzed to customer for poor
service & ulfilled her request for
CA cama on line & VCO responded withe phone nbr she wanted different opr. (after calling Relay
BG83 | 072301 3 CA did not dial the nbr. SaidAtyped nothing...did not dial 07727701 |again) CA does not remember -
nbr.. nothing. .. VCO customer hung up VCO might not have been branded
She apologizes and will watch for this)
nexi trme
| Supervsor apoiogEad 10 CLSIOMer
and assured her that CA was being
jdocumentad  Met wCA and she
(VCO came into Relay winbr to dial and CA did nothing, did not type, | acdmifted not knowing how 10 process
BT00 |O7R2301| 11 |nothing. R was obwious that this CA does not kow VCO calls. This 0772401 |call Was confused on how to close
my 2md CA loday thal could not process VOO calls. IALT V s0 that she could type to VCO
customer Reviewed process wher
and now she fesls more confident
[that this will not happen again
Vioice parson said calls keep coming in on TTY. When doing a call, Ihhnﬂnn"“ rm”“ hnrn ““:::'mt?.a:""
8704 |o7r2801| 24 |CA did not give comect info. Did not give the caller's name & whole | 7.0/ [paing documented. Coached agent
text was not complately given. She has no idea what person was o felay Ve rylnlng‘mm BaMOnes
talking about, k
typas lo agent.
Thanked him for bringing this to our
Said that the CA assumed that he was done making calls and said A S e a e T e
BT05 | 0725000 5 line is busy bye and disconnected. Voice sakd he had several oan1m sad " " 'um'"
Olbvir 0Mlis 10 e person's responsa afler saying tha
the line i busy.
Calier reports that i akes agents 100 long 1o ask hem 1o repeat due to
Customer aiso fasis that because some BQents cannot
Englsh ciearly I is causing communication problems for
13130 |o7zemr| 21 of Relay. CS apologizad for problems experienced and | 080801 | ""2:";"‘"""
informed complaint wouild be documented and sent to AM  Advised nj
would be best to document agent ID nbrs so situation can be
avdressed
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Cat. #

Complaint Tracking for Ohio

August 2001

Tracking | Date of Mature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer upset that during a Relay call she asked agent if the other
person was still there, and I it was her lum lo speak. Agent did not
answer her and eventually told the customer the agent was not a part of ;h.n"ulne F:':m kept wr;_.ﬂ i;:“: C.:.
the conversation. Customer thought the agent was rude and could not la“:"""m '”;""‘-"tr':"' - ep
3344D | 08/05/01| 17 |answer the simple question. | thanked the customer for calling and 08/12/01 M"“ n{“H“f ':"::’““WM :
apologized if she thought the agent was rude. | did explain that the - :T; N ; ﬂ“ x wmmﬁ m
agents cannot get involved in conversation and unless they have said the e i Ia e o wpe 1
person hung up, the ather party Is still on the line. | told her | would Ao MR,
documant her concern and would forward it to the agent's supervisor,
Took info for referral to mgr, and
CA goofed up business call. Customer gave instruction of whom to ask assured customer this was being
for and everything at a businese, but CA didn't give customer any info documented and forwarded 1o the
4 7
a5 il i other than person hung up. Saild CA didn't seem lo get VCO 08/08/01 CA's mgr. Tor addittonal help on ssue.
procedures. CA s new and will be coached on
VCO procedures,
Thanked customer for reporting
difficutty & let them know it was being
Investigated and reported. Offered
Customer had complaint conceming the problem of connecting wiATT - they could try using the calling card or
71 080801 3
or18 3 i she was going to be using a calling card. o we would transfer to C5 for further
assistance, CA got assistance from
supenvisor - TTY user hung up while
suparvisor was assisting on call.
Tech talked wicustomer and made
some test calls. Customer will take
Complaint regarding cell phone - calls thru Relay do not go to voice mail, phone back to Mextel & get ancther
33620 | 08/09/01 28 [linstead, after 4 rings, the Ralay opr connects wio anyone answering the | 08M10/01 |phone. They will test new phone for
line. CS apologized to customer for problem and entered TT#04108941, same problems, Tech determined that
there s no way that # can be our
aystem.
Apologired for inconveniance &
assured her this would be documented
& CA informed of VOO procedures.
8717 | os/oaiot 4 VCO sald CA was having difficulty wiprocessing VCO call. CA did not 08/13/01 Also thanked her for bringing this to
keep either VCO or OB Informed, never came back on line al all. our attention. Agent does not recall
any problems wiVCO calls on this
date. Agent is expenenced and very
famillar whCO procedures,
8717 | 08/08/01 11
Customer reports that he asked the agent to dial @ nbr and get a live rep
on line. Customer aleo has notes - do not type options, hold for live
person, Agent dialed nbr, typed recording & disconnected wio getting
368D | 0BA0MN | 2 Lo o e, CS apologized for cifficulty and foid him this would be Agentis ho longer smployed.
documented and forwarded to call cir where agent is located for
coaching wisupervisor,
13680 | DBMOMT 3

Page 1 of 2




Complaint Tracking for Ohio

Tracking | Date of Nature of Complaint Date of Explanation of Resclution
* Comgpl_| Compl Resoluon
Gave el explanation concerming the
new sutomated opbon Enes and how
when one option leads 1o another
Customer frustrated concerning the hangng up and redising to the recorded option, CA must type that
ar20 | osrison 21 automated opbon nes and also smd many CA's seem to stal on calls OR/15/01 one out, wad lor cusiomer’s response
and not type (too much walling) Customer was nol compiainng sbout then rechal 1o erter the info.  Also et
the CA fhat took this call customer know to document CA's ke
on calls where they are having a
|problem whstaling other than
recording.
Customers stated that agent dsconnected the call when he asked him o Follow up given and appropriate action
mmmﬁﬁﬂhﬂ_ mm““
CA realizes thal she should not take
CA had put in his nbr in on a recording wio asking customer's nbre out of calling from banners |
a2t loanon| 24 . Tried to explain that | would take the info and the CA would 08/20/01 Must type option to allow customar
be coached. Customer did not like that explanation and asked for CS choice. Mas been coached & s now
and was transfermed. informed about proper calling
procedures.
CA does not remember this customer,
8710 | 082001 8§ |CA typed horrible & misspelled lot of words, Dazom but wil be more careful of her typing,
CA was very nide, bad attitude, caller s hearing impaired and CA Spoke wiagent conoeming rude
8723 | onrzoiot 17 breathed very disgustedly when she had o ropeal caller. She has used 08/22/01 altitude, Sald in future, she will walch
Relay for 8 yrs and never had bad CA before. | apologized and told her har words & tone, Apologized for
 report would be made, Bituation,
Customer is an interpreter and regular OH Relay Service customer and
is upset the Sprint is hiring CA's that cannot speak clear English. Has
been having mare and more calls that he is not able to understand what ‘“'“".‘m“m"‘“:"" :
CA s saying. Sprint Relay is in the communication business and this Y
30400 | oaraaros | 21 [Isswe needs o be addressed. | missed approximately 1/4 of caf S ““‘“hmﬁ:"““"’l
because of agent's very strong foreign acoent. He had also received a -ﬂ"'m““ lm“ﬂ'.:
masg left on his ans mach the other day and cowldnt even understand . Sl info that s
CA's nbr a= well as meg. CS apologired to customer and assured him CA '"“'-. *
that this complaint would be hened in lo the appropriste source.
| Thanked hem for leling us know
Apologized for incomenence &
nsmred her everything was beng
documented & Tanked her for bringing)
8725 | o&2TION 5§  [VCO user caled at midnight inlo cir and CA did not respond & hung up. | 0873001 1o our aftenBion. CA is new -
3 mirm and called supenisor
aver to docurnent nbe.  CA thinks
custome: might have dsconnected
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Complaint Tracking for Ohio

m
e Compl. | Compl Resolution
Poor typing and did not identify themsehves to cutbound customer or
inbound customer. Also took long time for CA to identify themseives
731 |09/04/01| 08 [when IB customer (VCO) asked for thair number. Apologized to 09/05/02 |Appropriate action take wica.
customer and told them would document complaint and follow up with
CA for propar coaching.
8731 |osw4amt| o7
8731 |080401| 21
Catier complained that agent was very rude  Caller was using a help Wﬂ““m
6525 |0SMO501| 1T  Jline and agent 6164 did not reley all information verbatim such as ER | 090701 ¥ pts e 'ti:u
Lfn-muulh-n being polia. Mo
UD NBCESSaNy
6525 |0a0so1]
Both voice & TTY wanted to complaint in regards to this CA. They fet| m"""“"‘"::':" —
CA was very rude, impatient & used a negative tone of voice wivoice “m"“mmuﬂl“h ik
8732 |090501| 17 |person. The voice line is @ mental health line for crisis intervention | 08/07/01 [SOPHINt m"'"""w “niadu
and voice person must frequently either hang up or place caller an a Wl'mmd ""w
continuad (hold pattam). Upaet the TTY user, g
not at fault,
Customar had to place a 3 way call to reach OH Ralay, having trouble
raaching OH Relay Also having irouble reaching C5 whan calling
own nbr. She wanted her phone branded that nbe's both hearing Unable 1o reach customers &l nby
5145 |ooOTON) 22 deaf family  Swaich to TTY immediately f answered by voice ine. 092801 |pven Reviewed CDB note entry
but no maponse.  Swilch 1o vosos f answered TTY, but no typing procedurs wiCA
Has bean branded before Branded 239 nbw today, bul customer
lwants 236 nber branded. Would e CS to call
5145 |COOTO1) 29
|Assured customer his info would be
forwarded 1o CA's team laadar for
additional goachingftraining, Thanked
customer for taking the tima to
CA BO22F could nol keap up tha phrases voice parson was spaaking
could nol remember mons than 4 words at a time, kept having
T3 |08UTOY| OF |cusiomer repest repeal Customer would then lose track of what he
'was trying 10 convey.  Agent was polite he t0ld supervsor, but just
VETY Show
A
Did not kesp customer informed. Told customer was no answer after
aras loangal o | [EN31EN8, K8 S amconivd Mim, CGh (1 ROCOPS ME0HG. 09/12/01 mm'ﬁ“ﬂiﬂi'm&wﬂ'w
Requesied CA to call back. 2nd time was busy. Requesied CA to
call back again CA hung up on customer. this happaned.
873 | Dan2m 4
8736 jo@n2m1] 15
673 |p@n2m) N
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Comptaint Tracking for Ohio

. Dwie of | Cat #® Mature of Complaint Date of Explanation of Resclution
# Compl, | Compl. Resalution
Spoke wiCA and CA admitted
imestake of habit of typing everything
heard - wanted customer 0 know
lwho fhey had cafled and that they
were holding. Did not type entire
8738 | 091101 2 |Did not foliow CDE notes. 091301 |mecording, jus! beginning. CA will pay
attention and make sure she follows
CDB notes varbatim in future.
Apologized 10 the customer. | told her|
would spaak to the CA right away
and see why that didnt happen.
Customer stated that agent didnt send ringing macro and niso asked
wrong name, 80 volos party hung up. Secondly, after redialing still
8172 | 00/20/01 4 |didn't send ringing macro and wrong name after customer spelled
nama to agant. Agent repeatedly typed a lot of X20('s and also
misspeiled.
party's name and there were only a
faw typos.
8172 | 08200 6
| Customer asked for supervisor four
|tmes  Bacause of delay wiasssst
customes bacame frustrated. CA
gave customar 4 options: 1) would
741 |oouo1| 3 c“”":f‘“"""“"‘““““"’“‘”"“‘“"““‘““ 10001101 [you like to hold; 2) would you like to
) cantinue untll female ks availabla; 3)
be transfermed to CS or 4) hang up 1o
redial into Retay 1o try 10 reach a
|temale
8741 | 0a21n 3
TTY user reported agent was siow in response. Asked f agent new (CA called supanasor over TTY user
and long pause and then agenl requestad nbr dial? TTY user asked was trying o get CA invalved in
3006E | 00rz5/01 + why agent wouldn't tall her because the point s that TTY user is trying GaI25/01 conversation, Took awhile for OB o
o halp her for her benefit and she refuses and hung up on TTY user. disconnect. TTY user became
CS5 apologized for problem and advised complainl would be forwarnded amdious and wanted CA 1o talk to
|0 supansor i
3096E |0oa2s0| 17
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Complaint Tracking for Ohio

Nabure of Complant

gi
-

Explanation of Resoluton

JNE

17

Customer called 1o say agent was extremely rude,

10/01/01

| Documented on call verfication log,
CA was walting for TTY to respond,
[voice person would not be patient to
walt for TTY, CA informed of not able
to partlcipate In conversation, Sald
he did respond wi"if you would just
listen” Supervisor was pressnt
Ibecauss of problems and said CA
|was not rude t© customer

8743

lbmnr-l“umﬂrﬂmﬂilhrmﬂnp.
VICO said ok bye - there was no response from CA thal person hung

up and no response back to VCO user. VCO thinks the CA just hung
up on her bacausa there was no indication of anyone being on the
line. Alsc said that during call, the typing seemed very siow,
everything appeared to be relayed bul cail moved slowly. Supervisor
apologized to customer for the poasible disconnect from the CA and
Informed complaint was documented & would be followad up.

|CA apologared for missing the nbr
|ihe first bme & askad VCO to please
repeat nbr. VOO became agitated
|that she had io repeat nbr. CA said
ishe did not hang up on VCO. VCO
hung up on her. CA was hesitating
(when responding and is very somy
that this happaned. Will call
supervisor noxt time.

J06E

082701

Customar complaning that agent Interrupted him 4 times bafore ha
gave GA. Customaer stated that it was very important that agent did
not announce Relay. Agent ouldialed before he was finished giving
his instructions. While he was making his complaint o supervisor, he
iwas disconnecied. CS apologized for problam and sugpested he iry
call again

o270

Spoke with sup Henry regarding this
E Sup stated that he went to
2064 wi call Informed

that his compilaint would be

| followed up by the OA dept.
Custome: requesiad | compiete the
rest of his call. As | bagan the call |
had trouble w my headset, |
informed the customer of this. | got
another headsst and stared the call
and the customer disconnected, |
talked w/ the agent, she gaid the
customer typed very slow and the
agent was under the impression that

customer had finished typing.

make surg she is following the propar
procadunes,

J06E

0827/
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Complaint Tracking for Ohio

Mature of Complaint

October. 2001

Customer tried 10 call the new 711 for Dhio Relay two times this
maorming and it rang ihree times, then disconnected. CS thanked the
custormer for calling and explained to her that AM for Ohio had
contacted us eary this moming to inform our dept that she had a
|problem reaching 711, CS rep told the customer that we were aware

AM spoke with Amertach and they

that Ameritech was aware of the problem and working to comact & per
informaton recesed in Spont Relay CS

J18E | 10/01/01 28 |of some difficuty connecting to &!f and that we were working toward | 10/M12/01 |made an eror. Thay fixed the
getting the problem resclved as soon as possible, in the meantime problem.
shi can still connect to Relay Ohlo using the 800 nbr, | apologized far
the inconvenience and the customer said that she was very patient
and It was no problem. TT # 04315114 was entered as instructed by
foroe on any problem with dialing 711
Voice custormer from DR's office asked CA 1o dial patent Patient
|didnt answer home nibr 8o customer asked CA o dial patenls work CA says thal customer heard
nbe. CA stated that @ was rude 1o dial this person st work. (CA comversation of other CA's siffing
thought microphone was muted) CA was tallong to another CA who |betind her CA was confused that

s74s | 100101 iT then stated & = stupd to call someone’s work.  Then cusiomes repled 1010701 |customear was upset with her Then
oh you think it is rude huh? CA was shocked that customer had heard she regiged thal customer may have
|thair statements. Customer was extremely upsat af the 2 CAs. The heard the other CA's. All CA's will be
customer asied for CA's name. CA gave her nbr and then customer not 1o talk on calls and be
hung up and called back o report the CA. Apology was accepted by caraful talking 8o loudly
the customer from the Team Leader
Customer is calling from work and nbr appears on teminal as a wrong
nbr. Customer has been trying to place local calls today and
yesterday and keeps getling all circuits are busy message. Customer
had not agent nbrs to provide Customer told me two nbrs they am Spoken with the customer and she's
trying to reach. | tned calling the nbrs through my terminal and dask pleasad with the follow ups She will

MMZ23E | 100201 | 29 |phone and got through fine. However when | iried calling through OH | 11/05/01 |kesp me posted if she has the same
Rislay | reached agent 8518F and gol the same all circults busy problem again. The cusiomer is
recording. | thankad the customer for caliing and ket her know that | eatisfied
would enter @ TT 1o the Tech she sasd & was ok o call her also i
nesded | entered TT 04320200 to OH tach since | had same
|problem with OH agent emasied AM for resolution.

Could not reach Ohéo relay nbr and 711 was busy. | apologaed and

31376 | 100301| 24 |explained to caller that Ameritech was aware of the problem and ROy L P ) S
working o comect it per information received in Sprint Relay C5_ stz
Could not reach Ohio relay nbr and 711 was busy. | apologized and
axplained to caller that Ameritech was having a major problem with ;

AMIBE | 10/03/01| 24  |their lines and was aMecting cerain areas nationwide. Informed caller | 10/03/01 ::.“:E;h::ﬁ:ﬂ:“ ;;mmd
that Amertech was aware of the problem and working to cofmect it per 3
information received in Sprint Relay CS.

Could not reach Ohio relay nbr and 711 was busy. | apologized and
explained to calier thal Amenctech was having a major problem with problem with ines and
3130€ | 100301| 24 |their ines and was affecling certain areas nationwide. Informed calier | 100301 R of the problem
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Complaint Tracking for Ohio

Tracking| Date of | Cat. # Mature of Compisint Date of Explanation of Resohtion
. Compl. | Compl Rarsohution|
[Could not reach Ohio relay nbe and 711 was busy. | apologired and
saplained to caller that Amenciech was having & mapor problem with
3140E | 100301 24 |their lines and was affecting certain areas nationwide. Informed caller | 100301 I""‘"‘"“""“’:‘;_"""'““"
that Ameritech was aware of the problem and working to comect it per THRY R BTG oF he problons.
information raceived in Sprint Retay C5
Could not reach Ohio relay nbr and 711 was busy. | apologized and
axplained to caller that Amarictach was having a major problem with :
341E | 10/03/01| 24 |their lines and was affecting certain areas nationwide. Informed caller | 10/03/01 :"h’:‘:‘:f_"”’"’":w" e o
that Ameritech was aware of the problem and working to correct it per y awere problem.
|information received in Sprint Relay CS.
CS rep thanked customer for calling
and told her there were problems
with customers in IL and OH not
: abie 1o dial 800 nbrs. |
JM30E | '00301| 24 |Customeris unable lo reach OH relay, never gels answersd 1003 she try 711 o see # that
work. | apologired and tokd her
the problem s being worked on and
hopefulty would be comected soon
Thanked customer for calling and
explained that all 800 numbers were
down and Ameritech |s currantly
11732 | 10/0301| 24 |71 access not warking 10/03/01 |working on the siuation, PUCO has
bean notified. Are working Lo resolve
the situation as quickly as possible.
Customer was ploased
11733 | 100301 24 |T11 access nol working
Wyndleill the customer. Thanked
customer for calling and explained
that all BOO numbers were down and
11734 | 10/03/01| 24  |711 access not working. Old number not working either 10/03/01 |Ameritach is curmently working on the
situation. PUCO has bean nolified.
Are working to resolve the situation
s quickly as possible
Wyndiell the customer Thanked
| customer for calling and explained
all B00 numbers were down and
11735 | 100301] 24 |711 acoess not working 1o s curmently working on the
situation PUCD has been notified
Ase workang 10 resoive the situabon
a5 GUICKTY 38 DosBibie
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Complaint Tracking for Ohio

caller that the CA they had should have put tha call through and
stayed on the line, and apologized for any Inconvenisnce Lo them,

Tracking| Date of | Cat. # Mature of Complamt Date of Explanation of Resolution
| Compl_| Compl Resglution
Windiell the customer, Thanked
customar for calling and axplained
that all BOO numbers were down and
11736 | 10/03/01| 24 |711 access not working, Old number nol working either 10/0301 |Ameritech is cumently working on the
situation. PUCO has been notified.
waorking to resolve the situation
as quickly as possible
M737 10001 24  |711 access not working. Ofd number not working either
Arg working to resolve the situation
as quickly ns possibla.
Wiyndtell the customer. Thanked
customer for calling and explained
il BO0 numbers were down and
11738 | 100301 24 |711 scoess not working. Oid number not working either 100201 i currenily working on the
PUCD has been notified
Are working to resolve the situation
as quickly as possible:
Sup tokd volce customer they would
Wolce customer statea when recaiving calls from VOO parson that
user s not responding when given the GA. Voice customer gave sup rﬁmmh mﬂﬂ:&%ﬂh
6751 | 10/04/01| 26 |number of VCO person Sup called VCO person and they said they 10/m4/01 “-Mllmm S
mus! be having equipment problems because they cannot ransmit csmm““'“"
and conversahon s garbied aiso ASAP BPm—
Custome: was upset because CA had left message for TTY user and CA does not recall ever just
never let TTY user know # message had been sent prior lo SKSK and disconnecting a call but will be
arse | 10201 4 disconnecting. Apologized for any inconvenience and thanked 10/16/01 careful to make sure not to hit any
customer for reporting it Let them know that the info would be 'wrong buttons. Said she always waits
forwarded and the another CA would be glad to place the call for for the banner bafore prassing any
them. keys to disconnect tha line,
B754 | 1011201 5
states that thes agent was placng a call for them 1o Fed Ex
ghving the tracking number the agent hung up the call in the
ars7T | 10n8o 5 |micddie of the call. Which was not right for them o do. Assured the 10119701

like this happens a sup nesds to be
told and a feedback form needs (o be
filled oul. QA depl will monilor this
apenl.
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Tracking| Date of | Cat # Mature of Compiant Date of Esplanation of Resolution
# Compl. | Compl
|Cuatomer states thal they do not like the male agents and that this CA sald customer did not have any
one was not paying attention to their typing. Customer said they gave notes nor did they type instructions
8755 | 10/18/01 3 Instructions to CA and that had to repeal what they typed when 10118101 before the call. TTY user was very
Cutbound answered the phone. Customaer said there were long slow typist and CA was doing best
|pauses when outbound parson answered their messages Apologized could with a vary busy person
to customes and assured them this CA would be coached not pacing themssives.
statad that thes CA daled the number and typed (recording
playng) but dd nol type what the recording saxd Custormad asked
what the recomding said and CA rechaled without sending the Marco or
8761 | 102001 4  |asking if the customer wanted it redialed. Then when the phone rang | 102801 Th"nﬂ'-m-ﬂ
1..2...3...silence. No typing from the CA for at least 1 min then when
the customer asked what's going on? CA hung up on them.
Apologized to the customear and told them we will follow up on this.
B7T61 | 1020001 5
Customer says this agent caused a lof of confusion on their call 1o the
cab compary  Agent told customer that i was a reconding and they
hoiding for next ve person . then typed Hebo (M) and then sasd
hung up. When customer tried o clanfy what happened by does not remember this call and
s30e | 10zami| 21 if the person was on the phone or did they hang up the agent 10/ says that cab calls are difficult.
reaponded yes. Customer asked again if man was on phone and Coached CA on keeping
agent said yes even though no one was on line. Thanked customer cusiomar informead.
for latting us know and apologized for the confusion that this had
caused her and assured her that we would tum in the complaint so
thal It could be investigated further.
Customer having problems linking to reley and get several busy . :
::;mux u:lm'-’Wﬁm e 1 ot utiorer 1.0 e
saying NEIVOUS upset
95 |vani] reaponse from G5 Apologized for the customer's incomvenence and Toaeo I:n-.::;:-l "";““
tokd her | would document the msue and send & in ASAP TT #
(44713427
The agent remambers this call and
[the text was read verbatim and all
call processes were followed. Volce
customar did not ask for explanation
TTY Customer wanted to know if this agent had a foresign scoent of relay and staled that they had
because the voica person was unable to undarstand the agent and by received relay calls before even
8766 | 1030701 21 [the end of the call the customer fall dumb becauss the call was so 110101 |though TTY cusiomer said they werne
rough. Apologzred fo the customer and formed him that we would a first time user. The TTY customer
foliow up with the CA 1o speak more clearty. kept repedting hamsel and the voics
customer repied wih whal seemed
unsatisfactory to the TTY customer.
LAgent was coachad o speak up

more clearty.
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Complaint Tracking for Ohio

Nature of Compiaint

o R ;

(CA did not type background noises and did not respond 1o customer
whan customer typed “hello - hello are you there™ Thankad the

does nol remember this
inodent. She surmises i could have

80 | 11080 -, customer for providing the information assured customer info would e an ASCH moll. Cosched CA to
|be forwarded to the manage:. Asked customer if they wanted type all background sounds.
Spoke with CA 8552 immediatety.
Remambers call cama in an an
a770 |110m01| 8 :f;:::i“;ﬁﬁtm:;'t“&g:wm“m' customer | 41/07/01 |ASCII roll and customer
P . disconnected on second roll. Did not
hang up on customer
Cust is calling from ofos and his nbr g " mhﬁmmw
indicated problem went away when
ssoze |1wmam| 20 me. He dials OH relay and asks them to dial w00 o oo and tells 12118501 it LD sarified o
10 use Chwest as that is his office carrer. The relay dials the nbs ing o s
and gets ; the nbr dial were besng sent from station
sayno The ficket s closed sinca 112801
sated that CA did not her ink 5 after hor last Spoka with CA on this inCident. Does
c keep - nolt remamber this call Understands
to her frisnd stating that her fnend would come over
. and does keep customer informed
ar7a | 11n1m1 4 after friend had said is 2:30 ckay. CA lefi VCO user hanging 112001 |Could ! L that Outt g
as if they took control of the call. Thankad customer for reparting " GA. Very
incident and assured hor follow up action would be taken and took & p.""dm“m’.nm
from customer for fallow up, g
agent.
CA does nol remeambar any problem
Customer stated thal CA cut her off before finished conversation. Had with this call. The OB disconnected
sr7e | 1111201 5 called a friend and hadn'l said goodbye bul CA disconnected call 11112101 abruptly and CA sanl the appropriate)
Apologized to customer for the problem and informed would follow up |macro to inbound TTY. Has not had
with CA. any problems with cusiomers being
cut of by mistalos
Having difficulty connecting with relay in the evenings They hear TTY
then higher plich ke fax but cannot gt connected  They have Mo mesting required.  regquires
8TTE | MN201] 24  |had no problems in the day lime hours just evening hre. Assured 1172901 |TT.. CA not invobesd in problem
customes thes mfo would be forwarded for imvestigation Thanked ACUdoaTT
customer for reporting.
(VCO person was on a call 1o an intermet co and was kept on hold for
20 min then the CA told the VCO that they could only half for on more Spoke with CA in regards to this
minute, and then the VCO parson decided to hang up but did not incident. Does not recall this incident
know why he could not make the Ca understand he wanied to hold as but understands that it s customer's
g717 | 1112104 4 neaded o talk with this company. | was able to hear him very well as 12/10/01 option to hold as long as wants. Was
a vary clear distinct volce and no trouble at all baing able o heard or confused with the 3 min ruls in opr
understand. But he did not get the feedback from the CA when he mode when therne s only 2 people on
would ask questions of the CA about the holding, etc. | apologized for the line. Will make sure it doesnt
the inconvenience and turned the call over to another CA. He had happen again. Agenl was coached.
called i 1o 00 his call agan
&7IT | 1inz2m 1
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Complaint Tracking for Ohio

Tracking

Nature of Complaint

Duie of I Explanation of Resolution

B780

1111401

|Customer upsal because fesls that CA gave wrong 2ip code nbr
during relay, Refusad to continue with CA during relay of this call. Sup
complied with customers request and told customer apparently was a
misundarstanding of nbrs given by outbound valca ACUs

11140

Spoke with CA mimediately after
relayed call was taken over by
another CA. Said did give cormect 2ip
lcode # as relayed back to VCO
customer by oulbound voica
customer. Qutbound voice customer
transposed the zip code as CA typed
it exactly as heard back to VCO.
When asked by VOO customer to
voice customer, volos customer
!lthnhdghhnm:huudlm
WCO requested now CA. Supenvisor
complied customers reguest.

AALE T

16

Voice customer was having a relay call with 9915F, | was axplaining
to deaf person that | was busy watching videotapes and in class on
coamse how to bowl, The deal person got upset, but | can hear the
agents laughing. And having a conversation in the back

11Hem

There is no agent 99151 but there s &

opr with that id nbr Afer

ing this complamt agent 9915
M was mondored  There was no
evidence of agent bang
unprofessonal, tafking or laughing
'while processing calls. Spoke with
lagent 9915 regarding this complain,
the agent states tant he does not
remember processing such a call,
however the ageni was coached on
the importance of remianing
profeasional during calls. QA
department will continue to monitor
Ihmhmuum
proceduras

11740

1nsm

Fal

Customer reported all incoming calis via reiay senvice lext
jon are very siow. She says she has turbo code

11neo

AM expigined that the Ohio relay
services doesn offer furbo code and
that's why the tex] ransmissions
seemed to be siower Encouraged
tha cusiome o contact PUCO and
request T.C. in tha new RFP coming
up. Sha ssamed to be satisfied.

aray

1172601

VGO call to check voicemall. Customer said the CA got smart with
mee. CA could not or failed 1o chack voicemall, VCO asked for CA nbr
and CA rafused to idenlify him/har self. Then CA asked In another call
wan needed, Sup apologlzed for thair inconvenience

1127101

Will monitor CA's working at this time
io make sure they am daing what
they are supposed (o do.

11280

17

oice customer said CA was very rude. She had never been the
inbound customer and was unsure of sel up procedures. CA was
shor with her and had no patience explaining relay sel up for her So
she hung up and called back for another agent. Apologized to
customes for the problem and informed her hat follow up would be
i

12/0801

Spoke with CA . Says does not recall
being shor or rude with customes.
ever has a problem with 8 customer,
always puts her asaisd flag up. Has
no problem explainng retay 1o @ new
| customer Told her (o make sure she
treats customers with respect and o
Ihmiu.ﬂumldqu.

Fage 2 of 2



Compilaint Tracking for Ohio

December 2001

Mature of Complaint Explanation of Resolution
# Compl. | Compl.
Customer stated that this CA did not get my calling to number after
giving it to her 3 timea. VOO user was very upsel, | apologized and 1old | conched CA 10 try to write the nbr
8793 | 12/03/01 1 her | would stay with CA until call placed which | did, VCO asked if | had 12107101 down on the board. Also type one
a problem understanding the number which | did not, it was very easy to moment get assistance so that sup can
understand, Apologlzed to VCO user and assured them CA would be hear and understand.
coached.
Police took call through relay from TTY user and had problems getling
TTY calls into their office. This happened on 12/2 Customer wondering i We're not able to solve this case
B7T98 | 1207/01| 24 |there was a tech problem In reaching their nbr. Thanked customer for 12/07/01 |because there is not TTY number,
reporting info, lat them know it would be documented and forwarded to Called customer and explained this,
the manger for investigation,
TTY user callng wanting me to call 700 nbr to access his home service
via Sprint. | explained that 700 dialing |s not available using relay,
Cimstomer could not understand why they can make 800 calls but not 700
calls and says relay is not dependable, | suggested maybe they could
have a hearing person to call the 700 nbr to listen as | believe it i only a
recorded msg, because il would do no good for me to call since it would
show records for the In-house phones in C8 and has to be accessed Reviewed the case and case is closed,
3436E | 12114/01 4 from the person's home line, Customer was very frustrated with this and 12n7m Customer wants no follow up.
even more 80 when he asked il he could dial the 700 nbr from a
payphone as he has no one hearing around to help him with this. |
offered the AM name and nbr but he dechned, | suggested he contact
Sprint LEC regarding this and provide the # Info for him to call to.
Customer wae very pleased to get this nbr and the call ended with good
night. Customer wants no contact.
Customer's son called |n staling that when the customer tries to call from
his nbr to his brother he gets the recording we are sorry all channels are
busy now please try your call again later, That is the only area code that
3442E | 12/15001| a4 [he s having problems with, he called TX earfior without any problems. | o207 Lp;;h::‘n: E’n’: ﬁgﬁﬂﬁf
He does tell the agent that his COC |s Excel. The last agent that he tried mail
to put the call thru was B791F. Thanked him for calling in and told him :
that | would put in & TT 04623812, also told him to let the local phone co
know about this as | didn't know if this was our problem or not,
Custamer called complaining why did he get this if in Ohio and only can Spoke with the customer and
use it in California, RE: California free LD. CS rep told customer it can bey explained the free long distance
34458 | 12118/01| 21 |usedin California. | found no info that anyene in ©5 had spoken to him or] 01/22/02 |originates and terminates in California
gent him this info, Customer would like to be called anytime between Ba only. He may use it from his state to
and 12N at the above nbr. anyone in California.
Gustomer said CA didn't understand and hung up on them, Apologized f;:;:;"ﬂ:’ wﬁi"ﬂ:’:f::ﬁﬂ up
BEO2 | 1212210 5 |to customer and told them CAE would be documented for the manager | 12/27/01
on anyone. Coached CA to get sup to
B0 N OONLS Ikt disconnect call,
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Complaint Tracking for Ohio

Mature of Complaint

it

Explanaton of Resolution

MTHE

12125/

28

The voice customer has requested a Global Block on her line because of
|harassing calls coming thru ORS. Block was put on and calls are still
coming thru Ohio relay agents 8861, 8863, 6881, RCS rep looked Into
customans records while customer wis on line and the Global block was
showing on the line. also looked into TRS and block was also showing
there. RCS rep called the customer back using ORS B707F and the call
did go thru, Called the customer back direct and let her know that we

I\luﬁh-uﬂuhnfrhhfmm&pmﬂmwl—hdh

cusiomer for her patience with ths.

01722102

TT prablem s fxed and no folbow up
with customer s needed,

MBIE

12rzemn

ried to access her FD nbre but the agent was unable o

access them. Sup named Frank assisted who was also unsuccessil n
retrieving the customers FD from the DB. This is a new voo user who is
irying to leain how 1o uSe relay services and featres. | apologized to the
customer and lold her | would open o 1l and speak 1o the sup to get the
situation resolved, | called the sup and confirmed that they tried
accessing FO' In the comect manner, When | did the same thing with
the customer’s on the ne the C8 dept the FD's showed with no problem

a2

' The tech ran several tests and the FD
o be working. AM called the

customer on 1/22/02 and the cusiomaer

seamad to be happy and satisfled,
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Compiaint Tracking for Ohio

January 2002
Tracking| Dateof | Cal # Mature of Complairt Dt of Explanation of Resoluton
L Comgpl. | Compl Reschs I
mvestigatng ncident. The vosco
clslomer ms-dechedimesiook
conteat from TTY customarn for CA.
Customer said opr was rude. This was fhe only ime they over had a mm“"mmﬂ;“
8807 |010202| 17 |problem. | apologized for any inconvenience. Assured him this was | 01/08/02 |CUStemar. Voice person
being documented the content (rude) and mada/felt CA
- wan rude but in fact according o
ACUsup obsenving call validated that
the CA did their job and read ted
warbatim
ITTY user said CA G0B1F would not put call thru for them even afier
them the nbr several imes. The CA never responded back 1o
8808 j0IG2| 3 and then hung 14p on Shem. | apologiad for the inconvenisnce snd] 7'/ 14/02 [Coached agent on call processing
them ower 1o our CA 1o make the call for them.
user reques! 3 call back from AM ASAP HCO says she has
making cais for 2 yv and the opr Be nol propery traned They (Caled and spoke with e cusbomss
type to fer She feels ol agents should be retrained She = plaatad with the foliow]
8813 (01h002] 10 to Customer and assursd her ik woukd be passed 1o 02D 1o calle. Gave hat iy nmber for
and am. Placad call for her and she thankad sup for help Fax contacts.
AM and trainer.
‘Voloe caller reports having many problems with relay call she has
recelved, Relay agent placed calls for a TTY user to the church whane
nhie works, The TTY user making plans for wadding. The details are
vary Important. One agant wan very rude and hung up bafore the call
was finished. The agent would nol provide agent 10 @, Agent would not|
request 8 sup when asked. Another agent was a spesd talkor and
siutiered when she told the agent she couldn't undorstand ber the
agent would not repeal. Caller could not make notes of detalls when
3067F [011502] 5 |the agent spoke so fast and didrt spask cleary The agent was very PH0 ST S TRt e SIS K
and didn seem 10 care aboul her job. caller doesnY undersiand -
relay would nol have any qualty assurance and how do hese
continue o do ther job Caller has recesved calls from plegsant]
agents but ® 5 unacceptable 10 recesve rude and
: services Caler does nol have agent ID's Caller does
ot want 10 be contached by management caler did not provice name
o phone nbr. Apologized o caler for the problems she encountered.
Advised to make note of agent if's if possible and report to CS5
3067F [0Sz A
ADETF | DAM1E02 17
Supervisor apoke with agent
sonoarning complaint, she did not
Violos customer stated CA 8158 could not type above 45 wpm and mu:w:ﬁﬂm”mm
nlno CA continually stoppad volos user. Intamrupting the call stated CA typing of pacing, agent was coached
223 |owsmz| 7 not read TTY msg an typed, Road all puncluation. Wanled to make| 01/26/02 thdMl
# complaint. Apologized 1o custome: for the Inconvenkenos and typing pace. and being
informed customer repor would be fiked. " HI!I 3 B il &
customens. OA dept will continue 10
manos the agenl ciossly
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Complaint Tracking for Ohio

Tracking| Daleof | Cat @ Mature of Complaind Ciate of Explanation of Resokson
L] Compl. | Compl
|Customes© is upset thad 711 s nof accessible va cefl phone  He was
o give his AAA nbe for road service but i won 5 in the
with his nbr for contact. | gave him the B00 nbr and |Unabie the ssue because the
that 711 does not work rom cell phone, pay phones and cusiomer would nol CoOopeTEie.
aorse |oinenzl 20 business phones due Lo their systems nol recognizing |t for mwwmu
. | alzo suggested it is bast o use the B00 nbr with call phones [contact the cell phone provider 1o
and from business and pay phones. | suggesiad he could mguest AAA |have the cell phone programmad 711
and his cell phone company (o Implement 711 into (helr phane In thelr gystam.
systeme. Customer did not appreciate my suggestion and he feels this
in foo much troubde. | thanked the custorar and the call ended,
Gave nbr 1o call 1o CA. CA dialed nbr and resched an sne mach. CA CA wan coached 1o slways type al
asie |ownmozl @ {ans mach) and did not type what & said. | dont appreciate it NHINET"“““M
This CA did not do his job properly. Apologired 1o the customer and and if offenss is repasted
him wosid nliow up with CA immedistely. discipiinary action will result
Saxd fhiry Cortinus 1o have problems weh thes ager | get
agent many tmes and Mlways saem she s makeng my calls
This call was about 2 days ago maybe Weonesday moming. |
WVCO and she typed back o me parson hung up befors |
gave her any nibr 10 dial Then finally while procesaing my call | remembers acodentally hitting
could not read her typing. | think she has alened other opamior about hung up. CA upsal. CA
so84F |ownsnz| 21 me and they are all biack listing my calls when it comas in so they 012302 accidentaily hit wrong key she
hang up on me. 5 | thankad the customer for caliing 1o el us npologized but customen was sl
mmhmmnmmmmmwunh:ﬁ—ir upset. Coached about being
oould haar her speaking immediately, without her having 1o type VCO. attentive on tha |ob.
There wias a note In place saying VOO user would (ke o leave a msp
on first answer of Bis mach, She agreed to have ma brand the line for
woo, Told the customer the complaint would ba sant to the call cir sup
and apologized for any inconvenience.
said this opr seemad 10 be hassiing ma. | gave the nbd to
and they kapt fyping nbr again pis repeatedty. | had 1o keep
 helio, helic” Finally they dialed the nbr CS: | thanked the E:'."LMIH“‘:.'-"J“I
for caling and explained that there was 3 nole n place Was e :
asF |ownam2) would ot 10 leave 8 mag on first answer of ans mach. 8o the 02002 m"'“m'.ﬁ“-"
agent should be swere st 8 VOO user | explained how i we brand for the Incident
ne for VCO the ope will be able to hear har speaking faster &t the _"m .
of the call. Branding was pul in place. | apologired for her e
and told her the repon would be sant 1o the call cir sup.
CA did nol hear area code because
VO forgot to send the voioo whan
Thin CA did an awhul job of trying to place my call veo, First call she you sea GA macro bul did type ans
digled the wrong nbr, Second call was stated that it was oul of my mach GA so customaer could kave
calling area. | was trying to call my daughter. Whan finally the agent mag bul customer just stared yalling
pazz | owzzoz| 11 |disled the comect nbr. Iwas an ans mach. | lold CA | would like to 01/2202 jand hung up. Wenl over VCO
loarve mag. CA did not tell me when o talk to leave a meg. Thanked
customer for comments and apologized for inconvenisnce. Customer
very understanding and sincens.
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Complaint Tracking for Chio

Tracking | Date of | Cat. # Mature of Complaing Explanabion of Resolution
L Compl_| Compi. Fmsochuton
said this agent hung up on me af ORS My fiend called me dons not remember hanging
agent hung up. | donT want a g oublke C5 1 apologized o e on anyone. Siated that she would
that her call ended abruptly with her fiend  Explained thal on{ be rude N Tat mannes
I02F | OVERO2 4 ncoming call if the olher person disconmects the opr cannot hoid e call aUi0 CEcorrected
ine for over 30 sec. Then our system will dsconnect auto. | not Feir and siated Mot she wil
hor for lefting us inow and told her the report would be sant ol note for fulure calis. Agent was
call oty whore 1he opr was located. cosched
Customer s fod up with the lack of maie CA's. | requesied for & make
CA and was foid there was none availabla. if's imperative that | have a|
male vorcing for me. | fesd that i is discriminatory. This is not the first
tima il has happened howaver il is the first report that | have made.
The agency ahould hive at less! one make per shifl, Several calls |
mada | was lold thal there was no make working at the time even
though | was willing to hold unlil the next available male. | apologized
to the customar for any iInconvenienca this may hive caused. | Called the customer on Jan 28. No
explained that many Uimes ihera is mora than one male warking but answer, Cuslomer calied on 1/30 and
thay may be handling other calls at the time. That's when ha lokd me wa apoke far o lengthy tima. |
3129F | 01esoz]| 21 |that he has been informed in the past that there were no males explained to him that sometimes
working at all during the time of his call. The customer wanted to know [male CA are busy at the time of the
how he will know there is male today. | told him unfortunately thers call and encouraged him to fl oul
isn'l any way for him 10 know that in advance. | told him | would CDB note section He was phrased
his compiaint snd forward i to the AM who he said he with mry prompt response.
contacting as woll. Customer did not have an sgent IDénumber of
Customer said | work 5l the fronl desk lor 8 Dr and | jusi received &
call through Ohio relay When the call came i somelimas | need 10
put the incoming call on hold o answar ofher ines & this is & busy
office. Dus 10 the offer lines ringing. # is very loud and | was nol atde
to hear whal the relay opr was saying oo | asked hir 10 please repesl
| told har | could not hear what she said and she said In 8 very rude TTY user has imited language skill,
tone the agent is nol pan of the conversation pls direct your usied ASL. Voioe user become imtsto]
M30F | 01/28/02) 17 |comments to the caller. | asked for her id and sha gave it to ma. | and demanded CA (0 bacome
understand the role of the relay opr however i was nol necessary for imvalved In the conversation, CA will
har to ba 80 abrupt and rude. C5; | thanked the customer for taking |bas eoached o transiate ASL.

the fime to call and apologized that the agent appeared to be rude. |
did axplain that the opr doas have to type whal is heard back o the
caller 50 sometimas (hey redinect tha call o remind the paman (o
spaak directly 1o the caller. | apologized to har if the tone of volce was
e
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Complaint Tracking for Ohio

Tracking | Dateof | Cat. @ Mature of Complamd Dt of

L Compl. | Compl. ﬁ.-ﬂl
|CLIIlnﬂ'llrlllhdﬂ1IHHlnprl'l.mnuan'+l.lIIﬂI'I‘HIllMH‘L]rdH

A4 | A102 &  |they hang up on ma? Apologired to customer and sald we would 020702
forward this to the agent’s sup
TTY user called into the relay 1o report a CA (TOS6F) thal they had

BT |0vEwaz| 17 Jthem calied them a Niger The TTY user then hung up before | could | 03/21/02
pomment or apologize 1o them. information provided by thi caller

doas not allow further Investigation.

The TTY person had placed an earlier cal, and CA B720M had gotten
e call, caller was on (he line for 30 minuies typing “hello®, Hallo and

B304 | 0vor02| 00 calling to information, but no response. | apologized for the

inconvenience and assured the TTY user that the new CA, she had
called back inko would take care of her cai for her
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Complaint Tracking for Ohio

Tracking | Deteof | Cal # Mature of Complaint Date of Explanation of Resalution
# Compl. | Compl, Resolution
CaA was not very helphul. Sald other CA have no problem to repeat what CA is not part af the conversation as
had been said previously, Did not appreciate CA typing everything said violoe caller kept trying to pull CA Into
to TTY user. Aleo stated CA was rude. Apologized for any conversation each time CA asked
B831 L207
b : inconvenience she had and explained to her that CA's are trained to 20802 volee to continue, Volce caller was
type everything verbatim, | reassured her that this complaint was being rude to CA. CA typed as what was
documentsd trainad
BA31 | D2O0702) 1T
Customer wanted to write a paragraph or 2 to be relayed on many calls :
he would be making. Very unhappy that relay would not do this and mz 'CE:“:';I ::éggu nn;mr,
became rather abusive in his speech towards CA and sup. Let ; 3.;110‘;!: W : it 2
8835 | 0212102 21  |customer know that sup understood his frustration, Offared to refer him| 03/21/02 ints i/ il :umn ai_ 15p
te AM per the manager on the floor. Then when he became abusive st e :::wgl' :Wd [ﬁ; o I“;”'I;T' nl:
him knaw that his call was belng documented and if he did not want to i ;{ ﬂs:h. '“E it bl
place a call he would nead to be transferred to C5. for assistance SOTEMOK W 518 SHSIORE:
Customer said GA B157 said they were & supervisor, CA B224F did not E“P‘r‘:?”’ iy “::_j:t"f"“
type the recording verbatim, Missed a lot of the recording, and C"Et nnd\r:!;tmed AN
88396 | 0214102 3 | misspelied a ot of words. They are tired of this happening. Apologized | 0214102 [Sustomer diant itink S0 and argued
to the customer. Assured them the CAs would be talked to and MT." 5"“"" 'I i e
coached on this situation, ::ant i SRS 0N 108
BA3s | 0214002 B
BB3E | 02114/02 7
Customer sald CA had a very bad attitude and treated them very i‘:::TI::: npnlctah;ﬂh C':':_Ind ’:'dt
rudely, Was giving axplanstion to CA an why they ware making a call = uual:man:¥hls m:::ar I:nr:n:vir
and the CA imterrupted and typed give me the phana nbr in all space e et knmr.a. phanE i
BB3g | 02718402 17 |between the latters. Feels |s very rude and If cannot deal with the deaf | 02/18/02 thi "p d did ot thi
community then thay need to quit or be fired, Thanked customer for zzll I: ::r:tl;.ﬁ. “:ﬂu :::'o: :n":hr I:r
fetting us know. Told customer would documented and follow up with it bt : i
GA ABAP Coached the agent
Customer was upset CA did not inform TTY user he was a mais. Call Met with CA, he was very apologaetic
began with a female CA 8724M took over the call and forgot to send and forgot to sand appropriate macro,
8B40 | 0282 4 macra to inform customer of agent change. Apologized to customer, 02M902 |Agent will remember to Immediataly

axplainad agent forgot to inform TTY of change and assured CA would
ba met with. Custamer not satisfied and discennactad.

inferm customers following an agent
change, Coached the agent.
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Complaint Tracking for Ohio

Tracking | Date of | Cal. # Mature of Complaint Date of Explanation of Resolution
# | Compl |Compl Resolution
|Customar sasd whan | called in for 8 LD call the CA recialed the call 3
0Zr2an2

tumves howweneer b not tell me anything what was happening and why
she wirt redialing s0 many tmes. | finally got so disguated that | hung
up | apologured to the voo wser and sad info would be documentad
|and recorded then hed another CA complets the call for her
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Complaint Tracking for Ohio

Dute of

MNature of Complant

Dute of

Explanation of Resolution

n

sintes thet she was tafiong to her deaf son n the hospital
had just had & new bady and the CA saxd someifing to the
Could not undenitand The cusiomer then ssiued the agent to
what she hed just S8 and mEtesd of dong 1o e CA typed
back to the son what the customer had amd  This made the
wary confusing  The customer then foid the CA thal she simply
could Not hear what $ha_ the agent, had just said and could she turn up
her mic. The agent did turn wup her mic But then sald | can engage in
comeersation the customer said | am not asking you to engage in the
comversation I'm simply asiong you 1o repest the last sentence as |
coubkd not hear what you wene saying. Customer steles that she doesn
understand wiy this agent had to cause such confusion on the call and
Iwhy she didn jus! repaat the last sentance as many of the other
agents do. RCS. Explained to the customer thal the agent was tech
doing m correct job on the call not getting Into the conversation but in
typing to her son what she said but also that we do understand how it
carn cause confusion at times. The customaer was thanked for letting us

030002

Spoke with CA about repeating lawt
santence when cusiomer requests it
[0 mvaid conflict. Just use good
judgmant sspacially when customer is
having hard time hearing the
gonvarsation. She understands, told
her sha |8 doing & good job as well
conchad har,
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Complaint Tracking for Ohio

Tracking { Date of | Cat. # Nalure of Complaint Date af Explanation of Resolution
2| Congl 1Ol Rasolution
TTY gave # the CA asked again for # to call, TTY gave # again but FM:“EM‘*““““““
still CA would not dial. Gawve ¥ again after CA asked but still no ::ummm m;muumwdl
8851 |030102| 03 |response so hung up and called back into relay. Apologized to 03/01/02 i typing “"'""P“'h
customar for inconvenience and mformed would foliow up with CA to Ao ﬂ'ﬂ':’lmm
TTY user caliing local call from 837 222 T821 to 937 322 2821 & 937
328 6831 Daylon OH to Springhill OH calling to Springfield Library
starting last Friday. March 1, this is long distance call via OH Relay m%‘f“wx:
TTY advises distance between phone numberns is approximately 20- iﬂlﬂlﬂlﬂ w:‘hﬂﬂ
a2s6F | oaosoz| 23 125 miles. (checked CIS 42 miles also chacked CIS using the actual AR ﬂh""."mp'“l"" _“;'“
calling from nbr from Ms. Customer work place 937 540 8032 and h“:'." 'w“_
isted as 42 miles. Advised calier that complamt and trouble ticket . ":""""". B
| would be forwarded caler requests contact from OH Acct Mgr with ';::“ investigate. Case closed.
Relay tech Commants regarding this issus TT 24320 emailed to OH happy.
[ Acct Mg
|Agen! calied Supervsor over cuz she was processing a call when in
maddie of the conversation static came on the ime the outbound
rnging and then the agent could only hear sience with
sahc Agent called supenvisor over Supanveor instrucied
agent 10 keep customes nformed of sfuation Supervisor then wenl o
Rockwed to ses ¥ outbound was still connecied (it was) Supervisor
[then meturned o the agent, who was kesping the customer mformed of
the stuation  Supervsor mstructed agent o mform customer that a
| supervisor had been asssting with the cail for the tast 30 saconds or |mhﬂ=h§lmha
80 bul that there was a technical problem that may have caused the |days n a row after 1:00 pm. to no
6775 |oaosge| 25 |callio hang up. It was at this point that the customer said o the oosgz [T The 3rd day | left my name
agent, “You e to me * Supervisor got on the line and identified land direct phone to contact me. To
himsalf and sxplained the nature of the problem that a technical customer has not done so. T
probiem had caused the break m sennce  The cusiomer nssted that | Tech
lﬂ.ﬂﬂl‘l“ The sup explained that his opinion was that it
'was 8 lechnical problem apologaed for the poor senvice. Al this point
Called 221102 ot 2-20pm - no
ustomer has been calling O reiay 1 800 750 0750 for a haif hour e St L It
and cannot connect. She did nol receive a recording that all agents b tasling
3264F |72 24 | g busy. She stiempied the call seversl times and walled a long | 02 /02 n;'m";‘m“w
time for an answer F"'“-h" "I'-‘“":'“m
furthar problems
CA remembars she apologizes for
Customer called to file notification of an error thal one of the CA has calling wrong nbr | coached CA fo
3266F |0N080Z| O7 |made when | was making a call. | asked for 486-2785 but tha CA 03/08/02 |make sure the comect nbr is placed
dinled 266-2785 and | was connected to wrong people. CA wanted to apologize o customer

but didn't want (o break transparency
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Complaint Tracking for Ohio

Tracking| Date of | Cat # Mature of Complaint ﬂﬁdl Explanation of Resclubon
L Compl | Compl
Customer notified us after the call
CA BBOSF “didnt do her job very well * Ms. customer was talking 1o & that the nurse toid her this had been
nurse al 3 nursing home and near the end of the call Ms. Customer @ technical problem agent had
0VOB/O2 waiting for a response but did not receive one she did nol notifiedfinformed her. Checked with
487 o recaived “person hung up® response either she ined to ask the CA 002 Tech not enough information. We
what happenad but the CA did nol respond Ms Customer evantually will watch to see if anather complaint
hung up. comes through we will iry 1o get maore
Infa ||
Agent recalls customer was upsel
when sup informed cuslomer na
WW%MM&MHH&MW-& fornale CA's wers svalinbie. This
“female CA's only.” Agent who is a male, lold cuslomer o call back o e
6787 |03M102] 05 |and hung up. Supervisor apologized for the poor service. Customer | 03711102 “IIMI e do mat =
wanted agent’s supervisor to call back with a report by 3 pm. today. s il “"::ﬂ'-'h
' b POt st o shng 0 29 ' ; | customner s upsed every ime a male
CA receives the call
Agent coached on the proper
|procedures that should have been
fallowed when an answering machine |
Customers says that gave agent the nbr to dial and he typed that an I8 unciear, and you are unable to
answering machine had answered. He then typad in the recaorded undarstand the nama on the
measage that the “phone belongs to”™ with no name and then the rest recording. Agent was advised to
3310F | 03/18/02| 11 [of the message without ever saying who tha nbr belong to. Asked 06/14/02 |Inform the customear that the
what the name of the persan was and agent said he didn't hear it message was unclear, and nol skip
Told 1o redial and when he did agent typed "same recording ga™ over it. Advised the agent to keap
without lyping any msg. He should have typed the message again. the: customer informed and when
asked to redial make sure that he
[foliows. the customer's request at all
|tmes
30F jo3nem2| 18
“Would lke to complain about one of the CA &t s CAATZEM the CA
has 8 spefiing nbr of times for ex “redialing™ which means redialing
| another e “retrying g* making me think harder to figure what the |CA apologized. He was coached to
330¢F | o102 6 person on the other end ia saying and the CA's typing | do have a m-ﬂ-ﬂlmuﬁummh
script” (apologized for problem encountersd. Mr. Sandy will fax siow down 10 S10p S0 Many Bmons.
script to customer service. Advised compliant would be [ The CA is blind and using as Braille.
forwarded to sup recaived fax script of entine call and faxed with
complaint to OH Canter)
CA said computer cycled through did
Custormar stated when CA gives the GA for VCO to speak VCO does not connect right away. CA will be
8861 |03/22/02| 20 [nol always receive it the firet time, Finally the CA will the GA again. Q2502 |careful next time to give the GA right
|Customer is concemed that the delay is inflating her LD charges. away. CA did get supervisor
mssisiance.
Tha grammar speliing and general fiow of conversation was very | have talked o agent conceming her
. | was famiiiar wilh (he person | was talling 10 and they know speech She does not remember the
how to use reslay  But did nol go well with agent. In General transkation conwversation  English i her first
not go wedl CA may have been foreign an English not her first languags She fesis she cannot help
8865 | 0aZAN2 8 |langusge Like moomect Englsh transiabons. Did not transiate word 037an02 she spaaks in a southermn acosnt
word and was miosd up n her own words | assured the customer | have asked her sevoral hmes to
adl of this would be docurmented and every achon needed to comect please proncunce words/'sylabies to

this would be taken. She was aiso concemned about confidentiality and|
| gave her MD and AZ relay nbrs for her to use f she wished.

communicate Supervisor coached
the agent.
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Complaint Tracking for Ohio

Nature of Complaint

Date of

Explanation of Resolution

S
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Complaint Tracking for Ohio

i | SR A T T SR SR

Trock® | Dateot | Cat.® Nature of Compiant Date of Explanation of Resobbon
# Compl. | Compl. Resohson
Customer stales that agent BBB8F &d a termible job on her call. When
she asked the agent to dial the nbr there was a very long slience. The "““""EI Imhmﬂ
agent did not type any ringing, she did not tell her when anyone ALT Z PN 'm,':h -
nnswerad the phone, she gave no sxplanation at all on what was finging) macro. Her
J374F | 04/05/02( 04 [happening until she finally typed that a male answered the phone and Q4/08/02 mnunr:;“ﬂmwumbmmm
that they were transferring her call.  This |s not the normal procedure “:'"' HIOUNG, tuoyfid anoe
that she usually experiences with relay service and faels that this agent emiorbitarapsdaghbadlon
|needs definite further coaching as to how 1o handle a call proparly to 1""“"" DI R, AQwi
kaap the customer informed of what s going on. 7
HCO cusiomer reports garbing problems for past fwo months most
recent garbiing problems ocourmed wilh agenss 8771 & B892 Relay
cannot read her typed messages  (Nquired about many dfferent
possibiies causing garbling customer advised the problem & with Relay “wm“;’ﬁ:m
and not her equipment, phone line, TTY satings, Turbo Code, o fix the When she
background noise, bafteries in TTY, phone jack, etc. did nol experience st inho '"-nh'"' e
3389F | 041002 26 |garbling when customer called info Customer Service when customer | O4/12/02 | cased ""mm"""" =g
called back thru OH Relay the agent could not read some of HCO typing m""’*"‘ mnw
HCO using ULtratec 72150832 customer does not have any other model Yﬂoﬂmn b i'n'rnl ol
name or nbr garbling problem does not occur on every call garbling ity “I“hhr: N
problem on outgolng calls shie doesn't think she has experience garbling irhord i
with the few incoming calls she's received. Customar sxpects call from
Rirlay Techs and or OH Acct Mgr, entered TT 87528,
HCO customes called wanling to know wivy the garbling had not been
fmed and no one had contacted her about the garbiing problems she = TT reschution - There s already a bBoket|
having when maiking of recesving calls thru the reley.  She called vy the in lor this. When | ied to call her | get
rely with sgent BS04M and the agent did t=f me ol the end of the & busy signal sach ime. 5729 - 12:05p |
3196F | 041102) 26 |conversation i was coming i garbled. Previous TT 87528 opened 4-7- | 052102 signal; 530 12-11p - busy signai;
02 with incormect phone § provided by customer. Previous TT 93755 530 - 3:45p - buwy mignal, 5731 425 -
opened 4-10-02 afier receting cal from customes stil had garbling and busy signal; 528 2.40p busy signal -
|no contact from anyone about problem. New TT 97276 opened 4-11-02 | closed for inabilty to reach customer
Faxed to Acct Mgr
TTY user states his relatives & friends are reporting the CA's as being m”m“":;:r':_‘:‘n’::
8876 | 04/16/02| 17 [rude and having accents hard to understand. No CA numbers given or | 04/18/02 |- %m' 3 m"mq Iy '"““
reperted, b I'r;t.ruardud
Customer reported that she asked the operator to dial 330 630 2656,
which | verified is a local call,. The customer has a note In place that cA it Wi claahad
read, “agent verify call to nbs before outdial”. The agent did not verify the| poog i
MiF |oanTOZ| el to ber and when she disled the nbr & ssid. “disiing LD cal” The 041802 Enm:mhw:'tlw
customer hung up. She was concamed that she would be charped for 9
the call
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Compilaint Tracking for Ohio

Tracking

Date of
Compl,

Cat. #

Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

gave

0417102

21

Called ans mach and then had CA redial to leave message. CA said line
was busy. Customer asked CA if a real person answered line. CA did
not respond. It was unusual that the line was busy on redial, but alter
custormer asked the CA a question, it should have been answered. The
CA took it upon themselves not to respond or ask for a supervisor. After
a long perod with no response customer hung up. Fell il was insulling.

05/01/02

Reviewed complaint with opr 8351F
who remembered this call. Opr sald
&he sent "busy” GA, but received no
reply. Probably a transmission
|problem, Advised agent to be very
careful and always patient with
custorner. Coached the agant.

Gas0

041 8/02

21

Volce customer expressed that she recelved a TTY call & the CA typed
o the caller (sounds upset) volce customer expressed that the CA does
not know her to make that judgement call. | explained Sprint policy &
that Is an approved statement. | offered to document this & send it to her
supervisor & asked that the CA be coached to use the approved
statements when she is sure,

04/24/02

Supervisor mat wf the CA concarning
this complaint. She did have
supervisor document call at ime of
ocourence, Listing this as invalid
complaint, CA did follow proper
procedures and was sure when typed
(sound upset), Appropriate statement
was used.

Ba83

04/22102

CA did a horrible job on recording, did not keep me informed, apparently
was in hurry because another agent relieved the call after CA 8528
started il. | asked 2nd CA to go back and redial to start recording over
and it was nothing like the 1st time, 18t CA missed allot of information,

04/23/02

CA sald customer intarrupting thru out
recording - missad portion of recarding
because customer constanthy
interrupting during typing. CA says
may have forgotten to type gender and
recording at end because of constant
interruptions and recording and
customer became upset. CA offered
to stay with call at change over but
other CA took call. The agent was
coached,

12374

04/29/02

02

Customer complained that the agent did not change agents proparhy
When the change was made, the agent only typed part of the voice
person's msg and then informed the VCO user of the change. The
customer also stated that the agent asked which long distance carmier
she uses despite the customer notes informing him that she uses Sprint.

0501102

Met with agent. Coached agent on the
importance of adhering to the
customer notes, Also coached agent
on the importance of relaying
everything heard to the customer,

12374

04/29/02

08
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Complaint Tracking for Ohio

Explanation of Resolution
Explained that we could not gat
prewious indo from a call  Thanked
Customer staled previous call handied by CA BS0TT was prematurely them for reporting and lel cusiomer
B887 | 0SOAN2 Da memmmm-uhmmm DSZR02 [know stustion & CA would be
call. Wanied to get the previous CA to get info. documented CA sad that customers
did not respond for 3 man. Agent was
coached by the supervisor
6887 |0S0602Z| OS5
Agent was coached regarding
pacing. pronunciation of words &
c Mol an ool and that the agent was mwﬁl:: Shlw-m_ldudu
not able to keep up with her voicing.  The customer says she was not . “I"uuh-p = w“m"'
JM86F |0SM0N02| 07 |speaking quickly at all and the agant had to stop her about every 0Nz m“““’u-mm e
three words. She aiso wandered if the agent retayed everything that -
i S : N : voice cusiomar wiout interupting the
isiia call unnecessanly. She apologized &
stated that she wanted to be sure
sha typed all information verbatim
Voice called TTY, as soon as CA 8833 answored, she sounded like
she had an attitude when voles ssked CA whal was typad CA didn't Supervisor met with Agent. Coached
say last word heard . . Instead rudely sald “whatever you just said" agent on the importance of baing
\olea asked har for name or CAE. CA vary rudely sald | can't glve warm and friendly whan
name & gave CA # after volca sald | so have the right to know the CA communicating with customers. Also
gBg4 | OS2TIOZ] 03 |ID. She was very negative & when she would just speak just nude. 06/02/02 |comched agent on the importance of
Voice know what Relay is about ***Approx four words cut off from keeping customers informed at all
edge of paper***much but figure CA had a bad day but still very times Appropriate action will be
negative after voice would be extrémely nice. She rudaly said " you laken against the agent. Follow up
can spaak lo supervisor' So volca hung up and called back. She letier will be sent (o the customer.
wants a follow up Latter,
B804 05272 D4
8684 |052TIOZ| 08
8804 |0ARTHOZ| 17
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